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The SLAC Conventional & The SLAC Conventional & 
Experimental Facilities Dept: Experimental Facilities Dept: 

Roles & Near Term GoalsRoles & Near Term Goals
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CEFCEF
Is responsible for most experimental  & Is responsible for most experimental  & 
conventional facilities at SLACconventional facilities at SLAC
Has a staff of roughly 160 (physicists, engineers, Has a staff of roughly 160 (physicists, engineers, 
craft trades, technicians & craft trades, technicians & adminsadmins))
Has people on site round the clockHas people on site round the clock
Completes hundreds of service requests a monthCompletes hundreds of service requests a month
Conducts routine maintenance, minor construction, Conducts routine maintenance, minor construction, 
manages subcontractor construction projects & manages subcontractor construction projects & 
develops experimental equipmentdevelops experimental equipment
Does work that contains a variety of hazardsDoes work that contains a variety of hazards
Safety First is not just a saying but the way in Safety First is not just a saying but the way in 
which we do our jobswhich we do our jobs
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Near Term GoalsNear Term Goals

Continue put Safety FirstContinue put Safety First
Avoid complacencyAvoid complacency
Fully implement ISMS Fully implement ISMS 

Complete Internal 5 Year Plan (July 05)Complete Internal 5 Year Plan (July 05)
Assess state of conventional & technical Assess state of conventional & technical 
subsystemssubsystems
Prioritize & schedule work by FYPrioritize & schedule work by FY
Start improvements based on resourcesStart improvements based on resources
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Near Term GoalsNear Term Goals

Maintenance Improvement Project Maintenance Improvement Project 
(July 05)(July 05)

Improve tracking (cost, failure modes)Improve tracking (cost, failure modes)
Better use of preventive maintenanceBetter use of preventive maintenance
Improved equipment documentationImproved equipment documentation
Capturing of deferred maintenance itemsCapturing of deferred maintenance items
Solution involves staffing & additional Solution involves staffing & additional 
softwaresoftware
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CEF’sCEF’s Service SystemService System

Provides siteProvides site--wide point of contact (x 8901) for wide point of contact (x 8901) for 
all types of service requests and consists of all types of service requests and consists of --

1)1) Remedy database  Remedy database  ––
electronic entry formselectronic entry forms
ee--mail notification systemmail notification system
search toolssearch tools
customized reporting capabilitiescustomized reporting capabilities

2)2) Service Desk staff Service Desk staff –– receives and routes all service requests to receives and routes all service requests to 
the appropriate shops (carpenters, electricians, plumbers, etc)the appropriate shops (carpenters, electricians, plumbers, etc)

Provides feedback from the customer in form of Provides feedback from the customer in form of 
“Customer Survey Response Maintenance “Customer Survey Response Maintenance 
improvement Projectimprovement Project
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The Service The Service 
Request ProcessRequest Process

Customers/users submit new Service Requests Customers/users submit new Service Requests ––
Electronically using web Service Request formElectronically using web Service Request form
EE--mail / phone / fax / walk in to Service Deskmail / phone / fax / walk in to Service Desk

Service request is routed to appropriate shopService request is routed to appropriate shop
Upon completion of the work, the request is “closed”Upon completion of the work, the request is “closed”
The system automatically generates an email message The system automatically generates an email message 
to customer showing request is “closed” with a link to to customer showing request is “closed” with a link to 
the Customer Surveythe Customer Survey
Customer Survey allows customers to rate service as Customer Survey allows customers to rate service as 
Excellent, Satisfied, Not Satisfied, OK, or Please Call Me Excellent, Satisfied, Not Satisfied, OK, or Please Call Me 
and can add personal commentsand can add personal comments
Responses are copied to Dept Head and group leadersResponses are copied to Dept Head and group leaders
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Customer Survey Customer Survey 
ResponsesResponses

Group leader forwards response to responsible Group leader forwards response to responsible 
techniciantechnician
Positive responses require no followPositive responses require no follow--upup
‘Not Satisfied’ and ‘Please Call Me’ responses are ‘Not Satisfied’ and ‘Please Call Me’ responses are 
followed up on followed up on ––

IMMEDIATELY IMMEDIATELY -- Group leader contacts technician & customer to Group leader contacts technician & customer to 
determine problemdetermine problem
If they agree that job is NOT done, generate new service If they agree that job is NOT done, generate new service 
request,  reference the first one and go through the cycle againrequest,  reference the first one and go through the cycle again
Group leader documents how issue is resolved with customer, Group leader documents how issue is resolved with customer, 
and/or records all attempts to contact customerand/or records all attempts to contact customer
Request is closed when job is completed to customer’s Request is closed when job is completed to customer’s 
satisfactionsatisfaction
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““Excellent” Survey Excellent” Survey 
ResponseResponse

Maintenance improvement Project Maintenance improvement Project 
(June & July 05)(June & July 05)

Improve tracking (cost, failure modes)Improve tracking (cost, failure modes)
Better use of preventive maintenanceBetter use of preventive maintenance
Improved equipment documentationImproved equipment documentation
Capturing of deferred maintenance itemsCapturing of deferred maintenance items
Solution involves staffing & additional Solution involves staffing & additional 
softwaresoftware
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Customer Survey Customer Survey 
ProcessProcess
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